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BPM MISSION

The mission of the Board of Podiatric Medicine
is to ensure protection of consumers under the
laws of California through the setting and
enforcement of contemporary standards
and the provision of accurate and timely
information that promotes sound
consumer decision-making.

Approved March 3, 20066
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BETYATE OF CALIFORNIA STATE ANDO CONSUMER SERVICES AGENCY » ARNOLD SCHWARZENEGGER, GOVEANOA

D : E Medical Board of California
BOARD OF PODIATRIC MEDICINE

DEPARTMENT OF CONSUMER AFFAIRS 2005 Evergreen Street, Suite 1300, Sacramento, CA 95815
PHONE: 916.263.2647 FAX; 916.263.2651 WWW.BPM.CA.GOV
KAREN L. WRUBEL, D.P.M., President RAYMOND K. THENG, A.lA. KRISTINA M. DIXON, M.B.A. JAMES R. LA ROSE, D.P.M., Vice President
ALEIDA GERENA-RIOS, MB.A. JAMES J. LONGOBARDI, D.P.M. NEIL B. MANSDORF, D. P .M.

e The Overview of the BPM Enforcement Process is shown in Exhibit C.
s The BPM Monthly Enforcement Report to DCA is shown in Exhibit D.
e The Executive Officer's plan is shown in Exhibit E.

¢ BPM's standard statistics are shown in Exhibit F.

¢ Enforcement Training

Staff, in consultation with the Attorney General's office, is revising the Expert
Reviewer Trainning Manual and will be holding a three hour training session
which will take place on Tuesday, June 22, 2010, in conjunction with
CPMA’s Western Podiatric Medical Congress (WPMC) in Anaheim. Guest
speakers include representatives from the Office of Administraitve Hearings,
the Attorney General's office, and the Medical Board of California. In
addition, several board consultants will assist with a case review session.
That same week an enforcement meeting will be held for consultants,
probation monitors, and enforcement staff. If any board members are
interested in attending either of the training sessions, please contact
Michelle Mason, Enforcement Coordinator Michelle_ Mason@dca.ca.gov or
(916) 263-4324.

Submitied by;

Michelle Mason
Enforcement Coordinator
February 3, 2010

"Boards are established to protect the people of California.”
Section 101.6, B&P Code


mailto:Michelle_Mason@dca.ca.gov
WWW.BPM.CA.GOV
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ALEIDA GERENA-RIOS, M.B.A. JAMES J. LONGOBARDI, D.P.M. NEIL B. MANSDORF, D. P .M.

ENFORCEMENT COMMITTEE

Overview of the Enforcement Process:

Licensing and enforcement of the Medical Practice Act are the two major responsibilities
the Legislature has assigned to the Medical Board of California (MBC) and the State
Board of Podiatric Medicine (BPM). BPM contracts with the larger MBC for services,
including those from Central Complaints and regional offices of investigators. MBC and
BPM contract with the Attorney General's office for prosecution, use independent
Administrative Law Judges (ALJs), and follow the State Administrative Procedure Act
(APA) like all other state licensing boards to ensure due process.

Complaints are initially assigned to a consumer services analyst for review. The most
common type of complaint received involves quality of care. When a complaint involving
medical care and treatment is filed and a release is signed, the MBC will obtain copies of
all medical records, as well as a written summary of care from each of the treating medical
providers. Once all records and summaries are received, the entire file will be forwarded to

one of the BPM consultants for a thorough review.

The podiatric medical consuitant’s evaluation will determine whether the complaint
requires further review by one of the MBC’s investigative offices or whether the Central
Complaint Unit will close the complaint. If the review determines that the actions of the
doctor were not below the acceptable standard of medical care, the Board has no authority
to proceed, and the complaint will be closed. If the Board finds that the treatment fell below
the standard of care but does not represent gross negligence, the complaint will be closed
but will be maintained on file for the Board's future reference.

If a complaint is referred to an investigative office, the investigator will review and gather
all factual evidence, send the case to an expert reviewer and conduct interviews. During
the interview process, the consultant and the Deputy Attorney General assigned to the
case will participate. If the investigator, after these reviews, recommends a case be
referred to the Attorney General, the board's enforcement coordinator authorizes the
transmittal. A Deputy Attorney General then reviews the case and, if appropriate, prepares
an Accusation. Once signed by the board's Executive Officer, the Accusation becomes a
public document, and a hearing is then scheduled before an Administrative Law Judge
(ALJ). Frequently, the Board and the doctor settle out of court by entering into a Stipulated
Agreement. :

"Boards are established to protect the people of California.”
Section 101.6, B&P Code


WWW.BPM.CA.GOV

If the case goes to hearing, the ALJ takes the testimony and prepares a proposed decision
based on the official record of evidence. Both stipulated agreements and proposed
decisions go to the board (the seven board members appointed by the Governor and
Legislature) for decision.

In summary, "Administrative Discipline" results from the Board's review of complaints
submitted by patients, providers, facilities, insurers, and other law enforcement agencies.
Last fiscal year (July 1, 2008 through June 30, 2009) 108 complaints were received by the
MBC's Central Complaint Unit. Of those complaints, 62 involved quality-of-care and were
reviewed by podiatric medical consultants. 19 cases, originating in or before fiscal year
08/09 were sent to investigation, and 9 of those were reviewed by an expert reviewer. Of
the 10 Board Decision and Orders that became effective last fiscal year, 8 cases settled
and 2 went through the administrative hearing process

Submitted by:

Michelle Mason
Enforcerment Coordinator
February 3, 2010
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ETATE OF CALIFORNIA
DEPARTMENT OF CONSUMER AFFAIRS

MEMORANDUM

DATE: December 16, 2009
TO: EXECUTIVE OFFICERS AND BUREAU CHIEFS
FROM: Paul Riches, Deputy Director for Enforcement and Compliance

RE: Enforcement Program Reports to DCA

As part of the Department’s ongoing efforts to improve the performance in enforcement,
| am requesting monthly reports from each Executive Officer and Bureau Chief
regarding their enforcement program. These monthly reports will have two principal

components:

1. Reporting of current enforcement statistics per the attachment provided to this
memorandum. Enforcement statistics can be provided to me in an MS Excel
file by the close of business on the fifth business day of each month
beginning January 2010 data reported by February 8, 2010.

2. Each Executive Officer/Bureau Chief is expected to develop a written plan to
improve performance in their enforcement program in the next twelve months
with existing resources. Please submit that plan in conjunction with the first
report of enforcement statistics in February 2010. The plan should include
specific program improvements and planned dates of completion for each
improvement. A status update for this plan should be submitted monthly
along with the enforcement program statistics. Please supply the report and
the subsequent monthly updates in a MS Word file.

| strongly suggest reading and taking guidance from a number of key documents
including:

e Bureau of State Audits 2008 report on the Board of Chiropractic Examiners
¢ Reports of the Medical Board Enforcement Monitor
 Reports of the Dental Board Enforcement Monitor

There are many other possible resources available to inform your plans and ! urge you
to identify these and share them with your colleagues as you find them. The Executive
Office will be working to coordinate our regular reporting requirements going forward in
an effort to avoid duplicative report requirements. '

If you have questions or comments, please feel free to contact me. | will be sending this
memorandum and the attached spreadsheet to each of you by email subsequent to
today’s Executive Leadership Forum.
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S TATE OF CALIFORMNIA

] ——

LDEPARTMENT OF CONSUMER AFFAIRS

Department of Consumer Affairs
Proposed Performance Measurement System -- Enforcement
November 2009

Background

DCA is revamping its enforcement business function to better serve California's
consumers and licensees. The new enforcement model calls for performance
accountability and streamlining or modifying existing business processes. The current
timeframe for the disciplinary process against a health care professional's license is, in
some instances, as long as 36 months. DCA Director Brian Stiger has set a target cycle
time for DCA of 12 -18 months for the completion of investigation and prosecution.

In October 2009, Director Stiger instructed the Process Improvement Team (PIT) to join
with the Performance Measurement Committee (formed earlier this year and led by
former Acting Chief Deputy Director Patricia Harris), to develop a set of performance
measures for the enforcement process. Deputy Director Bev Augustine and Acting
Deputy Director Sonja Merold are the Executive Sponsors of the team, along with Pam
Wortman, who, with Sonja Merold, leads the PIT. This proposal is the result of the
team's work. The team member roster is shown in Appendix A. Membership is
composed of a broad cross-section of board, bureau, and division staff at many levels.

Why Performance Measurement is Essential

DCA is requesting significant staffing increases and special fund augmentations in fiscal
years 2010/11, 2011/12, and 2012/13. DCA believes that these resources are required
to make the broad, extensive changes necessary to protect consumers from
incompetent, negligent, or impaired licensees. To ensure that DCA and its stakeholders
can review DCA's progress in meeting its enforcement goals and targets, DCA must
develop and promote an easy- to-understand, transparent system of accountability --
performance measures. The performance measures are critical, particularly during the
current climate of budget constraint and economic downturn, for demonstrating that
DCA has made effective use of additional resources.

National Performance Review Benchmarking Study Report: Best Practices in
Performance Measurement

As documented in its June 1997 report, the National Performance Review (NPR)
Performance Measurement Study Team found that the best performance measurement
and management systems and practices work within a context of strategic planning that
takes its cue from customer needs and customer service. They also found that:

» Leadership is critical in designing and deploying effective performance measurement
and management systems.
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« A conceptual framework is needed for the performance measurement and
management system.

« Effective internal and external communications are the keys to successful performance
measurement.

« Accountability for results must be clearly assigned and well-understood.

» Performance measurement systems must provide intelligent information for decision
makers, not just compile data.

» Compensation, rewards, and recognition should be linked to performance
measurements.

+ Performance measurement systems should be positive, not punitive.

* Results and progress toward program commitments should be openly shared with

employees.’

Balanced Scorecard Method

Director Brian Stiger has proposed that the department use the balanced scorecard
method as its performance measure framework. The balanced scorecard is a strategic
planning and management system that is used extensively in business and industry,
government, and nonprofit organizations worldwide to align business activities to the
vision and strategy of the organization, improve internal and external communications,
and monitor organization performance against strategic goals. It was originated by Drs.
Robert Kaplan (Harvard Business School) and David Norton. The balanced scorecard is
based on the following four perspectives:

« Learning and Growth Perspective. This perspective includes employee training
and corporate cultural attitudes related to learning. Kaplan and Norton emphasize
that 'learning' is more than 'training’; it also includes things like mentors and tutors
within the organization as well as ease of communication among workers
customers and the. klnds of processes for which the organization is providing a
product or service.

 Internal Process Perspective. This perspective refers to internal business
processes Metrics based on this perspective allow the managers to know how well
their busmess is running, and whether its products and services conform to
customer requ:rements (the mission).?

¢ Financial Perspectlve This perspective refers to traditional financial measures.
For DCA, this would include measuring the cost of its business functions (for
example, average cost of conducting an investigation).

! The Performance-Based Management Handbook A Six-Volume Compilation of Techniques and Tools for
Implementing the Government Performance and Results Act of 1893 (GPRA). Volume 2: Establishing an Integrated
Performance Measurement System. Performance-Based Management Special Interest Group, U.S. Department of
Energy, September 2001, www.orau.gov

% What is the Batanced Scorecard, 1998-2009, Balanced Scorecard Institute, a Strategy Management Group
company, www.balancedscorecard.com


www.balancedscorecard.com
www.orau.gov
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Within these perspectives, performance measures are developed and linked directly to
an agency’s mission and vision; strategic objectives; and strategic initiatives. DCA
currently has these components in place. In addition, its current strategic plan is based
on the four perspectives discussed above. Figure 1 displays those components of a
balanced scorecard system that can be used as DCA's performance measure
framework. Appendix B contains the text of these components (i.e. our mission and
vision statements, objectives, and sirategic initiatives.)

Figure 1. Components of a Balanced Scorecard System

Uniformity in Terminology, and What is Measured, is Key

The balanced scorecard system will provide DCA with a uniform, easy-to-understand
method for reporting DCA’s progress to the public, the legislature, consumers,
licensees, and all other stakeholders. To report a government agency’s performance,
uniform terminology that is understood by all employees internaily, and easy to
understand by all external stakeholders, is essential. Otherwise, the department’s
message — that it is improving performance, holding itself accountable, and reaching the
targets it has set — becomes lost in bureaucratese, jargon, and footnotes explaining
special circumstances or exceptions.

Likewise, before it can develop a performance measurement system, the department
must come to an agreement on the exact definitions of the business processes that
constitute the enforcement process DCA board and bureau enforcement processes
contain some variation. Some of this arises from differences in laws and regulations that
govern the professions, whether sworn or non-sworn investigators are used, etc.
Nevertheless, the enforcement process contains three major steps or milestones that
occur regardless of the board or bureau conducting the enforcement. These "macro"
steps are the large, global steps in the process. DCA executives and staff must define,
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learn, and use the same terminology in talking about those steps and in holding itself
accountable to its stakeholders.

External Measures Will Assess DCA’s Enforcement “Macro” Process

DCA'’s proposed external measures for enforcement will be based on the macro
enforcement process. This will allow DCA to report on its progress on a department-
wide basis, rather than program by program. Figure 2 below displays the Proposed
Macro Process for DCA Enforcement.

Figure 2. Proposed Macro Process for DCA Enforcement

Step 1 I Slep 2 Step 3

INTAKE INVESTIGATION FORMAL
I DISCIPLINE

, Action:
Complaint Perform investigative * Accusation Filed
Receipt* Investigation Review + SCIFiled
I I Qutcome:
* Beginson actualday 4 - . Revocanpn
received by program Disposition without ¢ Suspension
by mail, e-mail, fax or formal discipline: I . Surren-der
wialk in S e No Jurisdiction » Frobation
/ + Insufficient Evidence » Dismissal
« No Violation + License Denied
G I »  Order to [ssue License
N « Cite & Fine Conditional / Unconditicnat
M s Lattars of raprimand « Probationary Certificate /
E + Coase & Desist License Granted
»  Nolice of Warning I »  Other Disposition
N » Violation Lelter Issued
T « Latter of Admanishment
I + Referal for criminat I
action (D.A.f C.A)

Proposed definitions of the above steps are:

Intake: This step begins on the actual day the complaint is received by the program, as
opposed to when the complaint is date-stamped. Intake also includes
acknowledgement of a complaint. It does NOT include jurisdictional review.

Assignment: The point at which the investigation process begins. This includes
assignment to any individual, regardless of job classification.

Investigation: After assignment, collection and verification of facts to determine
jurisdiction and potential violations of law, regardless of who performs it.
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Formal Discipline: Any administrative action that could affect the issuance or status of
the professional’s license.

The proposed description of the macro process is recommended for the following
reasons. First, Director Stiger has provided DCA with definitions for the beginning and
the end of the enforcement process. The process begins on the day the program
receives a complaint either by mail, e-mail, fax, or "walk in" (a consumer files the
complaint in person with a program office). The process ends on the day it is closed or
when a decision is rendered. It is important to note that these definitions are
customer-centric, and thus in keeping with DCA's strategic value of customer
service. Other external stakeholders, such as the media and the Legislature, also view
the enforcement process in this manner. Therefore, DCA must consider their viewpoint
when determining how to improve, measure, and communicate about its enforcement

process.

Second, the three steps shown in Figure 2 are the significant milestones in the
enforcement process on which external performance measures should be based.
Undoubtedly, there are many micro steps within the macro steps shown above. For
example, many programs view the mvestlgatlon as beginning after non- lnvestlgatlve
staff members have conducted a prehmmary "non-technical" review of the complaint
and the complaint has been assigned to ar investigator. While it may be important for
individual programs to measure the cycle time and other aspects of this "non-technical"
review, external stakeholders neither know nor care about this step. Further, sometimes
the work performed in this step of the process becomes part of the formal investigation,
as when non-investigative staff members are asked to testify in administrative or court
proceedings against a licensee or when their documentation becomes part of the formal
disciplinary documentation. Hence, the distinction between this step and "formal”
mvestlgatlon is sometnmes naturally blurred.

Third, a performance measurement system must not contain an inordinate amount of
measures.. Simplicity in both terminology and the amount of measures is key to DCA's
success with commumcatlng the progress it is making in improving enforcement.
Therefore, the macro, or "high" points or milestones in a business process are what
DCA must be concerned with reporting externally. In addition, staff and leadership must
not be burdened with collectmg data for, analyzing, and reporting on numerous
measures.

Fourth, the macro process will standardize the existing CAS coding system. Over the
last 25 years, DCA boards, bureaus, and programs have developed an elaborate
system of coding the various steps of its business processes within CAS. Some of this
coding has arisen in response to data requirements for the DCA Annual Report,
legisiative and media inquiries, and other special reports. At this point, the coding itself
is at times driving the meaning and employees' understanding of business processes,
rather than vice-versa. Many of the boards and bureaus use different codes to report on
the same processes. To further complicate the reporting, the existing CAS system is
antiquated and unreliable. The proposed performance measurement system will use
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approximately a dozen existing CAS codes to report progress on external performance
measures. By standardizing the existing coding system, DCA will be better able to
understand and communicate improvements to its enforcement system.

Internal, Program-Specific Measures Can Also Be Implemented

The adoption of a set of external performance measures does not preclude boards,
bureaus, and programs from adopting their own internal measures. In fact, this is
recommended for areas such as the elapsed time for assigning cases to investigative
staff after the intake process, the cycle time for completing investigative reports, etc.
Such internal measures will be helpful in supporting the measures that assess the
macro processes. However, DCA will not report publicly on these measures.

Proposed Performance Measures

Figure 3 displays the proposed set of external performance measures for enforcement.
Please note that measures for probation monitoring are currently under development.
Appendix C contains a glossary of strategic planning, performance measurement, and
process improvement terminology.

Implementation Plan

Figure 4 displays a timeline and steps for implementing the proposed external
enforcement performance measures. DCA will begin collecting data on the new
external enforcement measures in July 2010, with the exception of the proposed
cost measure. The Performance Measurement Group will continue to work with the
Deputy Director, Enforcement and Compliance, other executive leadership, the Office of
Information Services, and the CAS Enforcement Users Group to develop and refine
definitions and reporting standards for the measures, and train staff responsible for

coding.

Figure 4. Implementation Plan

November - December

Roll out external performance measures to DCA leadership 2009
Receive input on/discuss measures at Executive Leadership Forum December 16, 2009
Finalize measures and distribute to all employees January 2010
Communicate reporting definitions to OIS and CAS user group January 2010
OIS and CAS User Group develop new rti standards, tilizing existi

/5€ . p' p reporting utilizing existing February 2010
codes but modifying criteria
QIS makes necessary modifications to CAS March -April 2010
CAS User Group tests modifications April -May 2010
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[ OIS puts modifications into production | May - June 2010 ]
e e e N P v
Implementation of standardized codes begins July 1, 2010
First quarter performance measure reports jssued in Ocfober 2010 October 2010
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Appendix A
Performance Measurement Group Members

Alex Glaros, Associate Programmer Analyst, Office of Information Services

Alicia St. Louis, Consumer Services Representative, Consumer and Community Empowerment
Division

Bev Augustine, Deputy Director, Strategic Organization, Leadership, and Individual Development
Carolyn Ballou, information Officer ll, Consumer and Community Empowerment Division
Cathleen Sahiman, Chief Auditor, Internal Audit Office

Connie Kono, Senior Information Systems Analyst Supervisor/CAS System Manager, Office of
Information Services

Connie Trujilto, Acting Chief, Bureau of Investigative Services

Daryl Walker, Acting Chief, Division of Investigative Services 7

Evin VanOutryve, Associate Gavernmental Program Analyst, Strategic Organization, Leadership,
and Individual Development

Kathy Klumpe, Associate Governmental Program Analyst, Respiratory Care Board

Kim Kirchmeyer, Deputy Director, Board/Bureau Relations

Kim Madsen, Acting Executive Officer, Board of Behavioral Sciences

Lynne Stiles, Associate Information Systems Analyst & Co-Chair, Enforcement Users Group,
Board of Behavioral Sciences 7

Mary Ann Aguayo, Executive Officer, Landscape Architects Technical Committee

Nancy Smith, Staff Information Systems Analyst & Co-Chair, Enforcement Users Group, Medical
Board of Califernia

Pam Wortman, Acting Chief, Office of Adminis’c_rative Services

Paul Riches, Deputy Director, Enforcement and Compliance

Patti Bowers, Executive Officer, Accountancy Board

Pierre Lessard, Program Representative |, Bureau of Automotive Repair

Sarah Wilson, Administrative Assistant |1, Strategtc Organization, Leadership, and Individual
Development

Sean O'Connor, Associate Government Program Ana[yst Board of Behavioral Sciences

Sonja Merold, Acting Deputy Director, Consumer and Community Empowerment Division &
Chief, Office of Professional Examination Services

Teresa Moraga, Associate Governmental Program Analyst, Office of Professional Examination
Resources

Teresa Schaeffer, Associate Governmental Program Analyst, Medical Board of California
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, Appendix B
DCA-Specific Components of the Balanced Scorecard System

Mission: To serve the interests of California consumers by ensuring a standard of professicnalism in key
industries and promoting informed consumer protection.

Vision: As a government agency dedicated to serving the interests of California consumers, the
Department of Consumer Affairs (DCA) values:

Values:
* Accountability - We are accountabie to the peopie'of California and each other as
stakeholders. We operate transparently and encourage public participation in our
decision-making whenever possible.

« Efficiency — We diligently identify -th'{-;}-'Best ways to deliver high-quality services with the
most efficient use of our resources. - -

Effectiveness - We make informed decnsuons that make a chfference and have
e a positive, measurable impact.

« [Integrity — We are honest, fair, and respectful in 6ﬁr,treatment of everyone.

« Customer Service - We acknowledge all stakeholderé‘:as our customers, listen to them,
and take t'h'ei‘r 'he'eds into account.

. Empioyees -~ We are an emp!oyer of cheice and strategicaliy recruit, train, and retain
employees; We vaiue and recognize employee contributions and talent.

e Unity —We draw strength from our orgamzatlonal diversity as well as California's cultural
and economic dlversny

Strategic Perspective: As evidenced by the above mission, vision, and value statements, as well as
mast of DCA's strategic goals and objectwes 'the four perspectives of the balanced scorecard system —
Customer, Financial, Learning and Growth, and Internal Processes -- are present in DCA strategy.

Objectives:
. Objective 2.1: Set and maintain model professional standards in licensing, regulation,
and enforcement.
Objective 5.1: Provide excellent customer service to internal and external stakeholders.

Cbjective 5.2: Ensure that internal work processes are well designed, appropriate,
efficient, and sustainable.

Performance Measures and Targets: See Figure 3.

Strategic Initiatives: These are noted in DCA's Strategic Plan as Major Activities under each goal and
cbjective. Those pertaining to enforcement are shown below, Additional strategic initiatives have been
initiated since the development of the strategic plan.
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Continuously improve current enforcement processes for effectiveness and appropriate
consumer action.

Complaints — Establish performance measure from receipt of complaint to resolution.
Evaluate process to identify improvements, measure outcomes, and manage
performance.

Investigations — Establish performance measure from receipt of complaint to resolution.
Evaluate process to identify improvement, measure outcomes, and manage
performance.

Develop and implement methods to continuously measure satisfaction of DCA's internal
and external customers (e.9., customer service surveys).

Work with customers and employees to identify process improvement opportunities.
Conduct environmental scanning to identify best and next practices in other public and
private agencies that could be adapted and used by DCA.

Assess possible work improvements, identify performance measures, prioritize
improvements, and implement them, ,

Gather performance data and evaluate the benefits of the improved work processes;
adjust work process improvements to improve effectiveness.

Initiatives begun after adoption of the strategic plan:

Develop and implement.ih.e new enforcement model

Submit a BCP for additional resources

Submit legislation to change processes that are based in law
Develop and implement the Enforcement Academy

10
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Appendix C

Glossary of Terminology Used in Strategic Planning, Performance Measurement,
and Process Improvement*

Accountability
The obligation a person, group, or organization assumes for the execution of assigned authority

and/or the fulfillment of delegated responsibility. This obligation includes: answering—providing an
explanation or justification—for the execution of that authority and/or fulfillment of that responsibility;
reporting on the results of that execution and/or fulfillment; and assuming liability for those resuits.

Activity
Actions taken by a program or an organization to achieve 1ts objectlves

Assessment :
An all-inclusive term used to denote the act of determining, through a rewew of objective evidence

and witnessing the performance of activities, whether items, processes, or sérvices meet specified
requirements. Assessments are conducted through implementation of activities such as audits,
performance evaluations, management system reviews, peer reviews, or surveillances, which are
planned and documented by trained and qualified personnel.

Baseline '
The initial level of performance at which an orgamzatlon process or function is operating, upon

which future performance will- be measured

Benchmarking ‘ :
1. To measure an orgamzatlon s products or semces against the best existing products or services

of the same type. The benchmark defines the 100 percent mark on the measurement scale.
2. The process of comparmg and measunng an organlzatlon s own performance on a partlcutar

Bottom Up : ‘
Starting with input from the peopie who actually do the work and consolidating that input through

successively hfgher levels of management.

Continuous lmprovement
1. The betterment of a process based on constant measurement and analysis of results produced by

the process, and use of that analysis to modify the process.
2. Where performance gains achieved are maintained and early identification of deteriorating
environmental, safety, and health conditions is accomplished.

Cycle Time
The amount of time (g.g., hours, days, or months) required to complete a business process.

Efficiency
Cost per unit of output. See input and output.

Efficlency Measure
An assessment of the cost to produce and deliver a product or service.

11
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Goal
1. The result that a program or organization aims to accomplish. See Outcome.
2. A statement of attainment/achievement, which is proposed to be accomplished or attained with an

implication of sustained effort and energy.

Input
Resources consumed in delivering a service or good.

Measurement
The quantitative parameter used to ascertain the degree of performance.

Metric
A standard or unit of measure.

Objective
A statement of the desired result to be achieved within a specified amount of time.

Outcome
The expected, desired, or actual result to which outputs of actwltzes of an agency have an intended

effect.

Outcome Measure
An assessment of the results of a program activity or effort compared to its intended purpose.

Output :
A product or service produced by a program or process and delivered to customers (whether internal

or external).

Qutput Measure
The tabulation, calcufation, or recordmg of actlwty or effort expressed in a quantitative or

qualitative manner.

Performance-Based Management

A systematic approach to performance improvement through an ongoing process of establishing
strategic performance objectives; measuring performance; collecting, analyzing, reviewing, and
reporting performance data; and using that data to drive performance improvement.

Performance Expectation
The desired condition or target level of performance for each measure.

Performance Measure
A quantitative or qualitative characterization of performance.

Performance Measurement
The process of measuring the performance of an organization, a pregram, a function, or a process.

Performance Objective
A statement of desired outcome(s) for an organization or activity. See Target.
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Process
An ongoing, recurring, and systematic series of actions or operations whereby an input is

transformed into a desired product {or output).

Process Improvement

A set of management techniques for controlling and improving the effectiveness and efficiency of a
process. In order to be measured, monitored, and analyzed, the process must be repeated
frequently, perhaps weekly or monthly at a minimum. It must also have measurable inputs and
outputs, and the process must be controliable.

Program Evaluation
An assessment, through objective measurement and systematlc analysis, of the manner and extent

to which programs achieve intended objectives.

Quality '
A degree to which a product or service meets customer requirements and expectations.

The radical redesign of current business processes with the intent of reducing cost and cycle time
resulting in increased customer satisfaction.

Situation Analysis (SWOT)

The assessment of trends, strengths, weaknesses, opportunities, and threats, giving a picture of the
organization's internal and external envirénmént to determine the opportunities or obstacles to
achieving organizational goals. Performed in preparation for strategic planning efforts.

Stakeholder
Any group or individual who is affected by or who can affect the future of an organization, e.g.,

customers, employees, suppliers, owners, other agenmes Congress, and critics.

Strategic Planning

A process for hielping an organlzat|on envision what it hopes to accomplish in the future; identify and
understand obstacles and opportunities that affect the organization’s ability to achieve that vision;
and set forth the plan of actlwt:es and resource use that will best enable the achievement of the

goals and objectlves

Target it
Alevel of performance expressed as a tangible, measurable objective, against which actual

achievement is compered [ncludlng_ a goal expressed as a quantitative standard, value, or rate.

Task o
A well-defined unit of work hawng an identifiable beginning and end that is a measurable component

of the duties and responsibilities of a specific job.

Total Quality Management

1. A management philosophy that involves everyone in an organization in controlling and
continuously improving how work is done in order to meet customer expectations of quality.

2. The management practice of continuous improvement in quality that relies on active participation
of both management and employees using analytical tools and teamwork.
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Volume Measure
A simple tally of units of work (e.g., number of phone calls received; number of complaints received;

number of letters written, etc.).
*This list is not all-inclusive. It contains terminology used by, and/or applicable to, DCA.
The source for the majority of terms in this glossary is: The Performance-Based Management Handbook,

Volume 2: Establishing an integrated Performance Measurement System. Performance-Based Management Special
Interest Group, U.S. Department of Energy.

14



ST

‘JUBWSNIOLUS pue ‘uone|nbal ‘Buisuad)| Ul SpIEpUB)S [SPOW UIBJUIBW DUE 188 1L°Z 8AR29Iq0
Jusweolojua pue ‘uolenbal ‘Buisuaoll |euoissajold ul Japes)| |euoljeu paziubodal By I elulolED 1Z [B0D

(yauenb auo
‘6 a) pouad
‘'saolAIes | swiy payoeds
JuawiBoIoue e Buunp "SOOIAISS JUSLUDIICJUS JO ADUDIONID
Jo Aouaie sy panaoal ay} Jo uonenjeas ayj Loddns o
Jo Buipueysiapun sjuejdwion -(Jopenb auo
paaoiduwy Jo Jlaguinu "PEORJOM juie|duicD JO swnjoa "“6'a) poued awy payoads B uuim
(101 a4} Ajle B} SIESIUNLILIOD PUE USRS 0 panaoal sjule|duod Jo Jaquuny

+1°Z 9AR23lqO ‘2 10D

Aupgeiunoooy ‘Aousioyg senjea [Busay|
o . A T

S2JNSESN SoUBIIIONa [euISiX] pasodold "¢ ainbig



9T

‘8|geuUlBlsSnsS pue Jusioiys ‘sleldoidde ‘paufisap ([em aie sessanold }Jom [eulsiul Jey) ainsug 1z g aAl2elqo

uBWadIoua pue ‘uonenbad
USWB0I0NS pue

JUBWUWIDACE 918G JO |BpOW 3AH

'uonenGal Buisusol leuoissajold uj

"SISP|OYIE]S |BUISIXS PUE [BUISIUI O} 8IIAIDS JOWIC)SND JUS||20X3 apIAGId 11°§ 8A1N2aIqO

AOUU| pUE BA03Y Ue sk paplebal s| yo(q :6 |eon

‘BuIsua9l} Ul SpJepugls [apow UiRjuiew pue jag 11z aAaelqo

| J]opes) [eUCHEY Paziubooas ay) §1 BlUIOY|ED 1T [BOS)

A)sjes Jawinsuoo
pasealoy|
‘uua]-6uoqy

uonoeysIes
2asU39I|
pue 1awnsuon

weiboid
Kg Aaea jipa

(sonenb
suo ‘BG'a) pouad
awl) paiyoads e

Suunp juedwos e
Uo a¥ell JONPUOD
0] Juads sAep

10 Jaquinu (10}
ay} Jo abeiany

«Z'G 9 L' $2A109[q0 ‘S |e0D

"SBUIAISS JUBUWISIoND
10 Aousionye auy) alen|eA® 0

Juielduwios B uo ayeiu
12npuos o) awn Jo ybus) auy

12 9A99[q0 ‘T [eOD

SSaUIAIIRLT ‘ANIgEILUNoIDY

, Jswoishy
SS9001d |RuUsa|

“oyel
JO SUOKILLSP 10} BABLIEU 895

‘abelone
ue se passaldxs ‘ssaooid
USWIS2IOJUS By jo uoiod ayeu
alj) sje/dwod o) sAep Jo Jaquinpn

T T

2yl Weidwod a)a|dwos
0} sAep jo Jaquinu abelany

|
("1u092) saInses|y aouBLIOHSd [eulsix] pasodold "¢ ainbiy



LT

‘s|qeureisns pue ‘usDe ‘ereudoidde ‘paubisep |lem ale sassaocid yiom [eulsiul Jey) ainsug :2'g aARselao
"SI9PICUSYE]S |BUIIXE PUE [BLISIUI 0] 80IAI9S ALUOJSHD JUSJ[99XD BpIACId :1°G aAlRdelq0
Juawianob aje1g Jo [Bpow aAeAOULI pUeB BADaYe ue Sk papiebal sty 16 [eoD
JuSLLIR0I0)Ua puk ‘uoNE(NBal 'BuISUADI) Ul SPIEPLE]S [SPOW UIBJUIRLI PUE 185 : 1'Z 8AR2(00
‘JusLiadiojue pue ‘uogenBal ‘Buisusol eUolssajoid Ul 1apes] jeucneU paziuBodal ay) SI BILIOKED 12 809D

‘ydesh Jeq e ut pahe|dsip
o 1{Im $3SED jO UcENqU)SIp pue
papcdal aq |im awp a10ko abelany

“(Jauenb
auo ‘6'9) ‘uonebsasu; pue
pouad awn B JO SUORIUYSP JO} SMIELIBU 935

paioads e
Buyunp ssaooud ‘audiosip fewlo) Jnoyim
Alajes Jownsuoo JusSwaniojus uolysodsip yum spua pue ‘weibold
pasealou| ayy jo sdays au} Aq paniacal si juiejdwion oy} Aep
ua ) -6uo uonebysaaul 880IAl8S aly uo suiBaq ssasosd Juawaoiopu ]

PUE S¥EIU | JUSLLIBAIONID JO ADUBIOYS aU) 8jEN|BAD O
uoijoesiies ay) ajedwos ‘abesane ue se poassaldxa
298U921] | 0O} $oye} N shep r85820.d JUSWISIOD ‘aundiosip |ewloy Ul Buynsas Jou sases
pue Iawnsuoy Jagunu |ejo} au} Buneidwos Jo) sewe.l saun) pasoa jo} sdajs uonebisanul pue
gl poyg | ayy jo abeseny afiesane ajeoUNWILIOD pue Ysigelse o) e ae1dwos o} sAep 10 Jsquiny
SAI00INE P i 7 = E o =

; bl
auldiosip [BLUIO) Ul Bunnsal jou seses
L2'6 PpUE g saAnRdafqo ‘¢ |eon pasoj 10} ‘ssac0ud Juswaoloua atjy
Jo sdajs uonebisanur pue axe syl
«L'Z 9A1323[Q0 ‘7 1e0D ale|dwion o) sAep Jo Jaquinu abelaay
welbosd : Kousio3 ‘Aigelunoaoy $5200.d [eUlau| auldiasiqg [ewaod ug Bupnsay JoN

JOWOISNYD

sas5E7) PasolD Jo awll 394D 'cWd

('Ju02) SaINSEaN SOUBLLIOHSJ |eulaix] pasodold ¢ ainbi4



81

‘B|gRUIRISNS pUE “uBoye ‘ejeudoldde ‘paubisap [jam ole sassaD0.d MI0M |BUISIUL JBY) BINsUT 1Z°G aAloalq0
"S/BP|OYSNEIS [BUIBIXS PUE |BUIB)I O] 83IAISS JBLIOISND JUSJIa0Xa apIADLd (|G @A3oalqo
uaWUIBA0CE SjE1G JO 1BPOL BAIJBACLLI PUB SAIDAYS ue st paplebal s1 y0(] g |eoD
‘Justuesiojus pue ‘uonenbal ‘Buisusny| Ul SplepuBRIS [SPOW UBJUIBW pUe o8 L'z aAR3lq0
“JuaLwanloUas pue ‘uoyenbal ‘Buisueol [euoissajold Uy Japes| [ruoheu paziufiosal ay) s elo)e) 1Z |20 ,

ydeub req e ul pafeldsip
2 ||IM SSED JO UONINGLASIP U} pue
paiiodal aq ||1m s 21940 abeloay

‘(Jeyendb suo
‘6-9) pouad ‘auldiosip [eullo) pue
aw payioads ‘uopebnsaaul Juswubisse ‘ayeul
e Buunp JO sSUCHIULap 10} BAlRLEU 335

‘ssaoosd
Adjes Jawnsuoo | juswadious ‘paja|dwon
pasealoy| doys s1 auldiosip jewuoy Aep uo
w9 -Guon -92J1} 3Jjua "SOOIAIAS JUDLLIDDLIOILD spua pue ‘welboid syl Aq paneoal
ay) s1a|dwos jo Aduaiole oy sjenjeas 0. s1 juie|dwoo sy Aep ay) uo suibag
uonoesnes 0} SayE] )l ssaooid Juswadiolu] abelaae
aasuadl | sfep Jaguinu 'ssan0ud Juswaslous L) ue se passaldxa ‘aundiosip
pue Jawnsuon 1E10] 3y} Buinaidwos 10} sowel) sun) sbelane [eulo) pue ‘uoneBnseaul ‘axeju
HOTETRIGIITS 10 abelany 2)EDIUNWILLOD pue YsI|gelss 0] SYD a1e|dwo 0} sAep Jo Jaquiny

abe)s auidiosip auy “mnnmwo_u

s2seD 950U} 10} (sdays sundiosip

«T'S DU |'G S9A1931q0 ‘G [e0D [elLIo} pue ‘uotiebiisaul ‘eXejul)

ssao0id JUsWS2I0jus ay} ajadwos

«1'Z 9A32Riq 'z 1e0n) 0} sAep Jo Jaquunu abelany

aunidiosig

‘weiboid Kouaog ‘ANIgRIUNODDY $S8020.d [euwa) Jeulio4 ul Bupinsay sase”
Aq Azea |Ipn ‘BOIAIDG JBWOISNY) SAN|BA paso|n Jo awl] 81940 rINd

('Ju02) sainses|y SoUBWIOHA [BUIEIXT pasodold "¢ ainbi4



61

‘[BuCnApPSLIN-UOY ‘suonipuod Arejiuesunyajesun ‘Ajanoe

pasaysiBaiunspasuaoyun ‘Aousbie Jo aje)s teyjoue Ag sundiosip “jonpuoo [euoissajosdun ‘Jonpuoasiw jenxas ‘aoiss/ANenb 1onpoid ‘sous)adwos/ssuabnbau
uawHedun [ea1sAyd Jo fejuaulfasnge aJuB)sqns/AoNpUoD jeuosiad ‘pnely ‘awn o uooiauod/saBieys Jeuiliug eneeiuod 2. $adA) BY L ..

‘8|geutelsns pue Juaoye ‘elendoidde 'pauliisap |jam ale sassacold jom |BuIalu jey} ainsug 1Z°¢ 9ARoslqD

Wawwianch ajels Jo [apowt aaeEACULY PLE aAlldays ue se papiebal S| Yo ¢ [e0D)

"JUBLISDIojUS pUE ‘uoileinBal ‘Buisuad Ul SpIEpUELS [9poW ulgiulew pue 18g 'z aanaalqo
JUaWalous pue ‘uopenBal ‘Buisuad) [euoissaiold Ul Japes) feucheu pazZiuBooa) Sy} S BILIOJED Z [B0D) ..

‘poaysige)ss S| Wa)sAs BURUNCoIE 100 B Usym paluaws|dwl aq [im ainsesw aauesulopad siy)

'§8900.d JusLasiojue =T 1Y

au) jo Aousioije sy} ajenjeas o jueidwos Aq (euydiosip (euniog
oYM 9802 1B} sjuie|dwod

‘uonebisaaul @soy} Jo}} ssao0ud Juauialious

pue axeul Jueldwon jo ay} U sdays uonebysanu|

1502 Jun ebelsae sy) Auapl o asit PUB SBlU| au) JO 1502 abieloay

«~T'§ 9A199[qO ‘G [eOD

«1'Z 2AN23[4Q ‘Z 180D adfy
Aq ‘Juie|dwoo Jad uonebisaau)
‘welbold SSIUBAIDBYT ‘AlIGEIUNOIYY pUE S3EJU| JO 1S0D abrioay

Aq AJea i agl ‘fousioyy :enjep jeroueuld (,3809) Aouaoiyg :SWd

('Ju02) S2INSEI SOUBWIOLSY [eUIB}XT pasodold "¢ ainbiyg



paJaisiBaiun/pasuasiun

02

"leuonapsUN-UoU ‘SUORIPUOD AtejURSUN/aIBSUN ‘ANAIIDR
'fousBe Jo aje)s Jayloue Aq auldDsip Jonpucd [euoissajoudun IBNpUoIsILI [enxas ‘eaiasas/Aljenb jonpoad ‘esusiadwoseousbyBau
auliedwi |eaisAyd 1o [ejusuyasnge aoUBISQNS/AoNPUOD feucsiad ‘pnely ‘alud 10 UoDIALOY/SSBIBYD JeUILILD [BNIOBIILOD (ale $8dA) U] ..

“siqeuleisns pue juaplys 'eleudoldde ‘peubisap flom ale sassasold }Iom [BUIBIUI JBY} 2INSUT :Z'S 2AND3[q0D
JUBWILLIBA0E 2)E]S JO |9POW SATBAOUL| PUE SAIIY8YS Uk se papiebal sl yna g [eos
uawasiojua puk ‘uoleinbal ‘Suisuag) Ul spiepue)s [9pOW UBJUEW pue 189G L'z dAnaslqo

‘Juawiasioyus pue ‘uonenBay ‘Buisuadl [ruoissalord Ul Japes| [eucneu paziubooal ay) St BIUIONRS 17 [208) 4.

‘paysiqeIse si Wajsis Bununoosoe 1802 B usym pejuswa|diul aq s aunseaw asuswopad S .

'g$920.4d JuswWaslojud
auj Jo LoulI01ld Ay} SjeN|BAS O

‘sundiosip
{ewio] pue ‘uonebisanul
‘¥l JUeidwod jo

w»C'G 9A13231q0 ‘g B0
«}'Z 9A1303[q0 ‘2 |e0D)

SSBUSAI0RYT 'AIGEIUNOIDY
Kaus1oi3g renjep

e @dAY Juterdwos Ag ‘ssanoud
Wawadiojus ayl ul sdays suydivsiq
[ewo4 pue 'vonebisasu

adA) Aq Juejdwos sad {(auydiosiq
jBwio~ pue ‘uonebiisaau|
‘syeju]) $53004d JUBLLISOIONUS
aInua 9y} Jo 1509 abielany
(,1509) Adua1Il3 “9Nd

{("u02) sainseay asuewIcyad jeulsixg pasodold ‘¢ amnbi4



1¢

"SI19P|OYSHE]S |BUISIXS PUE [BUISIUI O} SDIAISS JOLUCISND JUBIIBOXS BPIACId 11'G aAnoalqo
JUBLILIBAOR BJE)S JO [2POW SAIJBACULI PUB SAROSYS ue se papiebas sl yoQ 1§ |20

'loiuod sy puckag Aeadh)
(‘o1 ‘pels aJe S8WOINQ "pPeaInsesw aq jou
JO $SOUSNO3N0D [/ BSED By} JO SWI0IN0 ajeuyn
8yl ¢/ssasold 3U] YIM UONOBjSIIES JO [9A8] B |
uonebnsaAul sy}
1O SSaUIBLWI} By} Ypm 018 'S JO SSOUSNO3UNOD
noA a.9M palsies 'SSaUI|WI} ‘UORBIIUNLIWOD
moy '1saybiy au) ‘'sassao0ud apnpoul Aew pafaains
sassasoud Buiaq G ‘Jsamo| ay} CIDIW JUSLISDIOUB 9q 0) sealy ‘jualialoud
ololw paacudwy | Buiag | ‘G- | 10 9|BDS anosdw) pue Ajipow , Buunp voaq Ag papiaoad
‘une-Buo e uQ “B'a) ajedg 0] pasn aq M sHNsay BOIAIOS BU) YIM UONORISIES JO
Hayo] e jo ash ayy "SIBWNSUOD 0] | [2AD| SU} SSOSSE ||IM BINSEdW SIY .
uoljoejsies ybnouyy uonoejsies '§sa001d JUSWSIIOMS BY) |  pajlew 10 Sa)ISqom
aasuay) ssaudxs o) payse UM UONOB)SIIES JOWO}SND heamq/pleoy ‘§88001d JUBWAIONUD
pue Jawnsuoy 8¢ ABW SIBWNSUOD JO |3A9] 8L} BIIUNWWIOD uo pajsod Jayye sy} Buunp paaiadal solnes
'‘aidwexs Jo4 QgL pue ys|gelse o] | 'sAaains JaLUNSUON) BY} Yy UOROBSIIES JOWNSUCY

¢l

<16 9Ana9lqo ‘g |eOD ssaooud Juswaolojua

ay) Buunp paalaosal asines
Auuboyuy 'Ajngeiunoooy U1 Yum uonoesies JsWnsuos)
‘soAIBg JBWICISND) an[eA uonoejsies JoWoIsng ZiNd

o )

1

("Ju03) saINsSeo SoUBWIONSY [BUWISIXT Ummo_aoi ‘¢ ainbiy






CBA

CALIPORNIA BOARD OF

ACCOUNTANCY

Mock 2010/2011 Enforcement Report
California Board of Accountancy

www.dca.ca. gov/cba

The California Board of Accountancy (Board) licenses and regulates neatly 81,000 licensees, the
largest group of accounting professionals in the nation. The Board’s Licensure Program establishes
minimum standards for entry imnto the professmn and, because of the dynamic and ever-changing
nature of the profession, establishes minimum continuing education requirements designed to
maintain ot enhance licensee’s currency of knowledge. The Board also maintains a vigorous
Enforcement Program designed to protect consumers, minimize substandard practice, rehabilitate
licensees, and discipline licensees, as warranted.

2010/2011 Approved Enforcement Performance Measures (PM):

e PM 1: Volume
Number of complaints received by the Board

s PM 2: Intake Cycle Time
Average number of days to complete intake of all complaints

¢ PM 3: Cycle Time of Closed Cases Not Resulting in Formal Discipline
Average number of days to complete the intake and investigation steps of the enforcement
process, for closed cases not resulting in formal discipline

o PM 4: Cycle Time of Closed Cases Resulting in Formal Discipline
Average number of days to complete the enforcement process (intake, investigation, and
formal discipline steps) for those cases closed at the discipline stage

« PM 5: Efficiency (*Cost)

Average cost of the enforcement process per complaint, by type

+ PM 6: Customer Satisfaction

Consumer satisfaction with the service received during the enforcement process

Scope of the Report:

All of the above performance measures relate to the Boards enforcement program. Other measures
have been established which report on licensing and administrative performance, but are not a part
of this document.


www.dca.ca.govicba

Scorecard Performance Summary

Pass Needs Fail
Metric Name Improvement

PM1: Volume

PM 2: Intake Cycle Time
' e

PM 3: Cycle Time of Closed
Cases Not Resulting in Formal
Discipline

PM 4: Efficiency of Closed Cases
Not Resulting in Formal o
Discipline -

PM 5: Cycle Time of Closed
Cases Resulting in Formal w
Discipline ;

PM 6: Efficiency of Closed Cases
Resulting in Formal Discipline

PM 7: Customer Satisfaction



PM 1 Volume

Summary: The Board of Accountancy received 205 complaints in Fiscal Year 2010/2011. This
was a 12% increase from the previous fiscal year and demonstrates that the board’s workload has
increased slightly. '

Goal: N/A

Source: CAS

e N
PM 1: VOLUME of COMPLAINTS RECEIVED
2011/2012
2009/2010 :.
2008/2009
0 :':o 160 ' 15|o ;Jo 250
N y

Complaints Received: 205

N/A: This measure is not graded




PM 2 Intake Cycle Ttmes

Summary: For the 2010/2011 FY, the Board of Accountancy’s avetage cycle time for complaint
intake was 28 days. As this was the first year in which the petformance measure was implemented,

this average will serve as a baseline for subsequent petformance evaluations.
Average Intake Cycle Time: 28 Days
Goal: 14 Days or less

Source: CAS

PM 2:
INTAKE CYCLE TIME

Over 60 Days

30 - 60 Days

15 - 30 Days

8 - 14 Days

7 Days or Less

Average ¢uue——g
N

0% 10% 20% 30% 40% 50% 60% 70%

80%

—>00

Average Intake Cycle Time: 5 Days

Percentage of Cases Which Achieved Goal Cycle Time: 93%

nra‘@*\ﬁ%

Pass: Target goals met.




| Cycle Time ot Closed Cases Not Resultng in Formal

PM 3

‘ Discipline

Summary: For the 2010/2011 FY, the Board of Accountancy’s avetage cycle time for closed
cases which did not result in formal discipline was 280 days. As this was the first year in which this
petformance measure was implemented, this average will serve as a baseline for subsequent
petformance evaluations.

Goal: Less than 12 months

Source: CAS

PM 3:
CYCLE TIME OF CASES NOT RESULTING IN FORMAL

DISCIPLINE

Over 3 Years [} 4
19 Months to 3 Years f;

1 Year to 18 Months

181 Days to 1 Year | G
' o
> A
Up to 180 Days :
R A R e et £ ; Ty R e e it A J
Average @m—a 0% 10% 20% 30% 0% 50%
N ' J

Average Cycle Time to Close Cases Not Resulting in Formal Discipline: 187 Days

Percentage of Cases Which Achieved Goal Cycle Time: 80%

T
y

Pass: Targets goals met.



E

Bitficiency of Closed Cases Not Resulting in Formal

Disc_i]')]jnc

Summary: For the 2010/2011 FY, the Board of Accountancy’s average of cost for the
enforcement process for all closed cases was $3,047. As this was the first year in which this
performance measure was implemented, this average will serve as a baseline for subsequent
petformance evaluations.

Goal: $2,000
Percentage of Cases Which Achieved Goal: 35%

Source: CAS

CrErOoO

$0-$500

0% 5% 10% 15% 20% 25% 30%
Average ¢l

N—

Average cost per case: $3,047

Failed: Major improvements needed.




Cycle Time of Closed Cases Resulting in Formal

Discipline

PM 5

Summary: For the 2010/2011 FY, the Board of Accountancy’s average cycle time for closed
cases which resulted in formal discipline was 370 days. This fell within the target range 12 to 18
months as established by the Department. As this was the first yeat in which this performance
measure was implemented, this average will serve as a baseline for subsequent performance
evaluations.

Goal: 12 to 18 Months

-Source: CAS

PM 5:
CYCLE TIME OF CASES RESULTING IN FORMAL
DISCIPLINE

'Over 3 Years
19 Months to 3 Years
1 Year to 18 Months ¢

181 Days to 1 Year |

10% 20% 30% 40% 5

Average Cycle Time to Close Cases Resulting in Formal Discipline: 389 Days

Percentage of Cases Which Achieved Goal Cycle Time: 91%

e
Y

Pass: Target goals met.




PM 5 cont

Closed Cases
200872009 FY

Discipline Y

Closed Cases
2009/2010 FY

¢ Time of Closed Cases Resulting in Formal
car over Year C(_)mpa,rison

25%

89%
Met Goal
Cycle Time

Closed Cases
2010/2011 FY
9%
Exceeded
Goal Cycle
Time |




~fticiency of Closed Cases Resulting in Formal

| Discipline

Summary: For the 2010/2011 FY, the Board of Accountancy’s average of cost for the
enforcement process for all closed cases was §2,047. As this was the first year in which this
perfotmance measure was implemented, this average will serve as a baseline for subsequent
performance evaluations.

Goal: $3,000
Percentage of Cases Which Achieved Goal:

Source: CAS

$5,001 or higher
$5,001-$6,000

$4,000-$5,000 |
&)

$2,001-$3,000

m@ﬁmi i

$2,000-53,000
$1,501-$2,000 _

$0-51,500 §

0% 5% 10% 15% 20% 25% 30%
Average ¢rmmmml
N /

Average cost per case: $2,047

Pass: Target goals met.




Customer Sadsfacrion

Definition: Satisfaction was measured through a new survey which was mailed to evety consumer
who filed 2 complaint with the Board of Accountancy. As this was the first year in which this
petformance measure was implemented, this average will serve as a baseline for subsequent
performance evaluations.

Goal: 90%

Source: Customer Service Surveys

PM 7: CONSUMER SATISFACTION Average ¢=———b
ISURVERY RESULTS

049 95% 939
100% -, o % T

90%

[N e N o

80%

70%

60%

t 50%

40%

30%

20%

10%

0%

Availability of Staff expertise = Staff Timliness of the Satisfaction with
information . heipfullness action result J

N

Average score: 39%

Improvements needed




PROPOSED PERFORMANCE
MEASUREMENT SYSTEM --
.$ ENFORCEMENT

Bev Augustine, Deputy Director
SOLID
Sonja Merold, Acting Deputy Director
CCED
Evin Van Outryve, Analyst
SOLID

December 2009

Performance Measurement
| Group -- Members

Alex Glaros Sonja Merold
Alicia St. Louis Lynne Stiles

Bev Augustine MaryAnn Aguayo
Carolyn Ballou Nancy Smith
Cathleen Sahlman Pam Wortman
Connie Trujillo Paul Riches
Daryl Watker Patty Bowers
Evin VanQutryve Pierre Lassard
Kim Madsen Sarah Wilson
Kathryn Klumpe Teresa Schaeffer
Teresa Moraga Sean Qconnor

Kim Kirchmeyer

Why Establish
Wg‘ Performance Measures?
. Accountability/Transparency—

publicly demonstrate effective
use of additional resources
k)




Why Establish

Performance Measures?

343&;;

= Communication -- will help DCA
tell its story more effectively —
easy-to-understand
terminology, graphics

Why Establish

.}, Performance Measures?

i JEd

= Uniformity — a single set of
definitions for reporting
performance AND for business
processes

Balanced Scorecard

.|, System

n Selected by Director

» One of several frameworks

= Used extensively by both
government and business




Balanced Scorecard
% System

Customer nternal Process

Mission,
Vision,
Strategy

Learning and

Growth Financial

Balanced Scorecard

= S TRATEG] ,_.*ﬁ»f
© PERSPECTIVE™ *

CRJECTIVES

5 TEGTe IMITIR TS

Balanced Scorecard System
~— DCA External Measures

Learning
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PM 5:
CYCLE TIME OF CASES RESULTING IN FORMAL
DISCIPLINE

fives ] Years I

19 Homls to 3 Years - .“;Mﬁ : %

eersreierme : : %
1 Yous 10 18 Mont . MMM“‘

121 Bays 1o 1 Yoar s "
Up to 100 Days - ..\...l m“‘i i

Average e—t 0% 107 2% % 0% 50n

LI RRID
Lok -2

W’ Pass: Target goals met.

Importance of Macro
.|, Process
« Customer-centric — how consumers

& other stakeholders view the
process

= Describes significant milestones on
which to base external measures




Importance of Macro
.. Process

w Creates a single description of the
overall process for
external/internal communication

Proposed Enforcement
»,. Macro Process

; pr— S ——— wat
INTAKE  {INVESTIGATION | FORMAL
I ] DISCIPLINE
ryaladet 1 Actlon:
% b  domaaton Ficd
Averigu® ] s |7 e l ______ T fomase
; H ! Quicome:
e o poantan, -
i P s PO witho Ut - n
=T s - Cumemos:
e Cl tforum dieclpliow: | - Bmeas
i g + Disrives
c e —r o bt Dorenat
N | | e
¥ . Cerklim Epedhor ¢ ooy
M Fr i ., s ;
Laaenet & SA Py
~ ool I - e Shrovsivn
N AT £ A bakrtd
T oy
| st |
hm A TA

Proposed Enforcement
"y Process Definitions

St?eD 1 "Intake

--Intake — receipt and
acknowledgement of complaint
--Begins on actual day of receipt,
NOT day of date stamp

--Ends when complaint is acknow-
ledged & before it is assigned




PM 1 & 2: Volume and

b Intake
Wap 1 GQler 1
INTAKE IINVESTIGATION | ForRMAL

IDISCIPL!NE

Proposed Enforcement
Process Definitions

Step 2. Investlgatio
--Begins with Assignment to any
employee regardless of
classification
--Investigation - collection and
verification of facts to determine
jurisdiction and violations of law

Proposed Enforcement

l Process Def‘ nitions

Step 2: Investigation (cont.):
--Investigation is performed

--Review of investigative report by
management

--Ends when case is Closed with no
formal action




PM 3 & 4: Cases Not Going
., to Formal Discipline

thap 1 Swn? o ey
INTAKE  [INVESTIGATION | FOrRMAL
l | DISCIPLINE

Pudorm | _
el aton

~IMETEL~nR

— — — . ter =

Proposed Enforcement
Process Definitions

Step 3: Formal Discipline
--Formal Discipline -- any
administrative action that could
affect the issuance or status of the
professional’s license

Proposed Enforcement

%I ; Proce§§mpeﬁnitions

Step 3: Formal Discipline
(cont.)

--Begins when case is submitted
to Attorney General

--Ends when a decision is
rendered




PM 5 & 6: Cases Going to
| _Formal Discipline
¥ ‘ H Frwe cnain e Vst N Son
INTAKE ~ HINVESTIGATION | FORMAL
i IDESCIPLINE
o | 1] o | _. i
Fmcaipt 3 ¥roesligakons . B Fraa
" b ctakd ddy AI J § l : “‘*“F:"mm
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M Loty i ropramin + Peobaioawy Carthcew |
f = || ==
T p—

Examples of Potential Internal

.|.. Performance Measures

-

w
» Number of days from receipt of

complaint to beginning of intake
= Number of days from completion of

intake to assignment

» Quality of investigative reports sent
to A.G.

-}, 2010 Implementation Plan

=

« Finalize measures ~ January

= OIS/CAS work on communicating report
definitions, developing new standards,
modifying CAS, etc, — January — June

» Training — April — June

» Standardized codes implemented — July
» First quarter report issued to all

stakeholders - October




., Questions?

= Bev Augustine
SOLID

» Sonja Merold
CCED/OPES

» Paul Riches
Executive Office

574-8203

574-8202

574-8214
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BTATE OF CALIFDRANIA STATE ANDO CONSUMER SERVICES AGENCY +« ARNGCLD SCHWARZENEGGER, GOVERNOR

Medical Board of California
u : E BOARD OF PODIATRIC MEDICINE
2005 Evergreen Street, Suite 1300, Sacramento, CA 85815
DEFARTMENT GF CONSUMER AFFAIRS P (916) 263-2647 F (916) 263-2651 WY BPM.CA.GOV

EXECUTIVE OFFICER NARRATIVE

BPM’s plan to improve enforcement during calendar 2010 with existing resources: specific
program improvements and planned completion dates, to be updated and submitted to DCA
monthly with enforcement statistics.... This initial report will be fi nalzze‘y -and submitted upon
BPM’s completion of the statistics report which DCA has postponed the due'date of to February
15.

The Board of Podiatric Medicine was the first State agency to. ‘ésupport the:]
by the Center for Public Interest Law beginning in the late 1980s to reform physician discipline.
BPM’s leadership was instrumental in the enactment,of the first of a series of bills [SB 2375,
Statutes of 1990, Chapter 1597], and Senator Presel later served on BPM 1nclud1n two terms as
President upon leaving the Senate. : ’

DPMS, the two doctor groups
edical Practice Act. It is this
enacted for all health boards.

SB 2375 initiated strengthening provisions affecting MDs :
licensed by the Medical Board of Cahfqrma under the State.
reformed body of law that the Department. is now proposing b

A serious concern in 1990 was that the cbmplal ss was taking oo long from start to finish.

In January 1990, BPM staff instituted new com lain trac ; goals to jumpstart the process anew.
The new staff goals‘were 24-hours for Executive Officer review, 30 days for DPM medical
consultant review, and six m ] ks for MBC mvestIgators

SB 2375 enacfgd Business & Pro_fesswns Code Sectlon 2319, which mandated that the Medical
Board “set asa goal .. that an-average of no more than six months will elapse from the receipt
G The goal for cases which ... involve

reliable data. BP & ,XhlbltS it in each quarterly Board Member meetmg agenda book.

The matrix report‘ (Number & Status of Open Cases, Average Number of Days for Open Cases)
exhibited in BPM’s Agenda Book for the February 18, 2010 Board Meeting indicates as of January
31, 2010:

o 77 total DPM cases in the MBC system
e Average time for cases (28) in Medical Board Central Complaint Unit--53 days
e Average time for cases (9) with DPM Medical Consultant--11 days

"Boards are established to protect the people of California.”
Section 101.6, B&P Code


WWW.8PM.CA.GOV
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Average time for cases (0) with BPM Enforcement Coordinator--0 days
Average time for cases (27) at Medical Board investigation field unit--205 days
Average time for cases (3) awaiting preparation of Accusation by Attorney General--153
days
e Average time for cases (10) from Accusation to resolution--229 days

Thus, BPM’s timelines are reasonably within B&P Code Section 2319’s statutory goals for
Medical Board investigations (180 days on average, 360 for complex cases). BPM is also
reasonably close to the new operative Department of Consumer Affairs target cycle time. Noting
that “the current timeframe for the disciplinary process against a health are professional’s license
is, in some instances, as long as 36 months,” DCA’s goal is 12-18 months from receipt of
complaint to completion of investigation and final decision.

BPM’s matrix data varies from report to report based on current case characteristics, but taking the
as of January 31, 2010 data the compilation of average days at each stage add up to 651. That is
21.7 months, and this timeline data is drawn out by one (1) post-Accusation case pending at the
AG’s Office that was delayed for resolution of a criminal case in the civil courts. This case has
been at the AG post-Accusation for two years, but the AG has now scheduled an administrative
hearing before an Office of Administrative Hearing (OAH) Adnumstratwe Law Judge (ALJ) for

May, 2010.

With DCA completion of the data reportmg program for the statlstlcal report for which board
responses are now due February 15, staff will re-evaluate its performance However, even given
the data currently available, it has been and will continue to be BPM’s ongoing goal to strive for

continuing improvement‘s o

December 31, 2010 Wlth the added resources of the non-sworn investigator time coming on
stream in the latter part of 2010 BPM w111 attempt to improve this further in 2011.

Twenty years ago BPM became the ﬁrst of the health boards affiliated with the Medical Board to
hJIe a full-time Enforeement Coordlnator

" As noted above, BPM is part of the Medlcal Board and it is in fact the MBC that issues DPM
licenses. The Medical Board also handles BPM cases under an annual Shared Services Agreement,
funded by BPM’S budget whlch is efficient given BPM’s less than 2,000 licensees and five (5)
staff. o

Under Shared Serj(ic,es, MBC:

» Receives, processes, coordinates and tracks DPM complaint review in its Central
Complaint Unit

o Sends cases to DPM consuitants, in coordination with BPM’s Enforcement Coordinator, in
quality/standard of care cases

* Sends cases to Medical Board investigators, as appropriate

e Sends cases to BPM’s DPM expert reviewers/witnesses when DPM consultants determine
indepth review indicated

s Refers cases to the AG, as appropriate
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e Processes and manages proposed decisions, stipulated agreements, mail ballots to BPM
Board Members, and final decisions, and coordinates petitions and court appeal documents
Reports data to BPM in the Enforcement Matrix Report referenced above

e Reports BPM Accusations, Statements of Issue, and final decisions in its MBC Action

Report

BPM’s Enforcement Coordinator assists, facilitates and expedites this entire process, with
exemplary diligence and dedication. Central to BPM’s mission is an empha51s on the quality and
appropriateness of case handling, in addition to moving cases expeditously. Justice delayed is
justice denied, but inadequate plea bargaining could negate justlce altogether and undermine
BPM’s consumer protection law enforcement. :

The Enforcement Coordinator monitors each case to ensure adherance to at Teast the minimum
disciplinary standards in the Board’s adopted Regulatlons (Manual of D1501p11,"a;fy Guidelines)
Strong enforcement and weak enforcement each send a message. Strong enforcement (and high
licensing standards) reinforce high professional, stafp ards, Wthh lead to hlgher-quallty care, less
patient harm, fewer complaints, and fewer costly enforc
already been suffered). '

of these positions will be dedicated to DPM'¢
sworn addition to the boots on the ground begl after July 1, 2010 will tremendously assist
the Medical Board’s ability to move BPM casges. The BPM Enforcement Coordinator will monitor
this and add assxstance to the non-sworn inves gators to her daily program.

While Admmlstratlve Subpoenas issued under the Director’s authority do not seem indicated for
any of BPM’s eurrently pendmg complamts at th}s tlme thls mechamsm may become an important

er Diversion Program during its first Sunset Review in 1997,
seetor rehabilitiation programs and BPM’s sponsorship of one

1nconSIStent with the Boafd’s consummer protection law enforcement mission.

The State S lawmakers conCurred and the “Diversion Program” authority was sunset by SB 1981
[Statutes of 1998 .,Chapter 736].

This sunsetting has Worked well, without any problems. Doctors may enroll in private programs
voluntarily and confidentially. If BPM disciplines a doctor based on complaints of unprofessional
conduct related to substance abuse, participation in a private-sector program will be a term and
condition of probation pursuant to the Board’s Manual of Disciplinary Guidelines [incorporated by
reference into the Board’s regulations pursuant to Title 16, Division 13.9, Article 11, Section

1399.710]:

http://’www.bpm.ca.gov/lawsregs/dgl. pdf



http://www.bom.ca.gov/lawsregs/del.pdf
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BPM’s Manual requires the respondent in such cases to “submit to the BPM for its prior approval a
rehabilitation monitoring program.” When evaluating programs for approval, Board will approve
only programs meeting the Uniform Standards adopted by the DCA Substance Abuse

Coordination Committee. Staff has consulted with legal counsel and no changes to the Board’s
Manual or Regulations appear necessary at this time.

Licensing and enforcement go hand in glove for quality care by a professional work force. One is
not more important than the other. With the best licensing, strong enforcement remains necessary.
W1thout good hcensmg, even strong enforcement will not result in the optimum hcensmg

licensing program and its Continuing Competence program, mg.klng it thg: first doctor-licensing
board in the nation to require more than continuing education at each two-year renewal, are
instrumental to the maintenance of a highly professmnal populatlon of 11censees as indicated in the
logitundinal decline in complaints:

Complaints Recelved Since Implementation of

BPM's Continuing Competence Program
(January 1, 1999* through April 30, 2009)

250 /'\
. ~/ \/\\
100 \-/\

50

Complaints Received

O T T T T T T T T T T T T
96/97 97/98 98/99 99/00 0Q/01 01/02 02/03 03/04 04/05 05/06 06/07 (07/08 08/09

Fiscal Year (FY)

February 3, 2010
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